TECHNICAL PAPER INDEX 


TOPIC SESSIONS 


MONDAY, MAY 5, 1997 


M100 Improving Organizational Performance Factors (TL) 


Synthesizing Performance Measures: Assessing Quality 
Edward M. Connelly, Concord Associates, Inc., Herndon, VA 
Key words: performance measure, quality assessment, system selection 


Performance Measurement for Organization Excellence 

Don E. Korfhage, President, APS, Louisville, KY 

Key words: continuous improvement, organizational alignment, 
performance indicators, performance software, performance tracking 


Effective Quality Deployment Through the Use of Integrated and Aligned Performance 
Measurements 

Nick A. Shepherd, President, EduVision Inc., Oakville, ON, Canada 

Key words: activity based costing (ABC), alignment, cost of quality 
(COQ), measurement, quality function deployment (QFD) 


Measuring Improvement at Coca-Cola Bottlers (Ulster) 

George Wilson, Management Development Advisor, Ulster Business 
School, Co Antrim, North Ireland 

Edel Corry, Lecturer, Ulster Business School, University of Ulster at 
Jordanstown, North Ireland 


Quality and the Bottom Line (VS) 


Astro’s Near-Death Recovery: The Ultimate Team Effort 

Richard N. Edelen, Vice President Quality, AstroCosmos Metallurgical, 
Inc., Wooster, OH 

Key words: leadership, rewards, teams, training, vision 


Business Excellence and the Bottom Line 

Julie Spicer England, Vice President Quality, Semiconductor Group, 
Texas Instruments Inc., Dallas, TX 

Key words: best practice sharing, business excellence, metrics, 
processes, quality policy 
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MI102 Pump Up the “C”: End Your Creativity Blues (IS) 


Pump Up the “C”: End Your Creativity Blues 

Tracy Schmidt, Quality Improvement Specialist, Kathy Shirley, Quality 
Manager, Bob Manley, Quality Officer, Roger Carpenter, Projects 
Manager, Les Hartman, Energy Services Technician, and Charles 
McKelvy, Projects Manager, Tennessee Valley Authority, Knoxville, 
TN 

Key words: breakthrough thinking, creativity, creativity tools, idea 

generation tools, innovation 


Leverage an Organization’s Implementation Personality (IS) 


Leveraging an Organization’s Implementation Personality 

Joan P. Klubnik, Ed.D., Principal, Advantage Leadership, Huntington 
Beach, CA 

Marlene P. Roschelle, Principal, Tactical Business Solutions, Los 
Angeles, CA 

Key words: assessment tools, change, implementation, organizational 

architecture, organizational barriers, organizational diagnosis 


Front-End Alignment a.k.a. Quality by Design (DS) 


TQM and Institutional Effectiveness 
Timothy J. Fisher, TDS/CS, Middleton, WI 

Key words: community college, education, technical college, total 
quality management (TQM) 


Alignment: The Search for Customer Focus 

Geri Markley, Manager Quality Service, and Sandi Nielsen, Process and 
Business Development Consultant, MichCon Gas Company, Detroit, 
MI 

Key words: deregulation, Malcolm Baldrige Performance Excellence 

Criteria, search conference, whole system 


Aligning Social Services for Managed Care 

James Mason, President & CEO, Beech Acres, Cincinnati, OH 

Linda A. Galvin, Director of Healthcare Services, and Melissa Basford, 
Director of Operations, Compass Group, Inc., Cincinnati, OH 

Key words: child welfare, survival 
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M105 Process-Based Approaches for Quality Improvement (LE) 


A Strategy to Reduce Variation in Operations 
William A. Stimson, PhD, Charlottesville, VA 

Key words: capability, improvability, measures of effectiveness, 
stability, system state 


Enhancing Conventional Process Improvement with Systems Mapping 

Eileen M. Van Aken, Assistant Professor of Industrial and Systems 
Engineering, and Stephen Hacker, Director of the Center for 
Organizational Performance Improvement, Virginia Tech, 
Blacksburg, VA 

Key words: process improvement, process management, work systems 

mapping 


Building a Process-Based Organization 

J. Chris White, Manager Process Improvements, Alcatel Network 
Systems, Richardson, TX 

Key words: modeling, organization structure, process management, 

stimulation, system dynamics 


FDA/Industry Forum: The New Regulatory Environment (D/TC) 


“A Vision and a View,” The Next 50 Years: Future Food Trends 
William L. Bennet, President, Worldview Food Products, Plymouth, MN 
Key words: future foods, genetically engineered, HACCP, mass 

customization, population profile, prosumer 


Will Wonders Ever Cease? 


Nathaniel Geary, Office of External Affairs: Small Business Liaison 
Staff, U.S. Food & Drug 
Administration, Rockville, MD 


The OTC Environment 
R. William Soller, Ph.D., Senior Vice President & Director of Science 


and Technology, Nonprescription Drug Manufacturers Association, 
Washington, DC 


M107 Current Issues in the Energy and Environmental Industries (D/TC) 


Redefining Quality Assumptions for the U.S. DOE 

Mark Bodnarczuk, President, Breckenridge Consulting Group, 
Breckenridge, CO 

Key words: compliance, DOE, government, performance measures 
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ISO 14000 Environmental Management Systems and Its Relationship to ISO 9000 

Robert F. Hartstern, Division Manager, Management Analysis Company, 
Germantown, MD 

Key words: environmental management systems, integrated management 

system, ISO 9000, ISO 14000, quality management systems 


Implementing ISO 14000 from an ISO 9000 Program 
Michael A. Ross, Principal, Ross, Ltd. 


Preparation of Defense for Product Liability Trial (D/TC) 


The Role of Trial Counsel and House Counsel: Preparation of the Quality Control 
Witness for Deposition and Trial Testimony 123 
The Hon. Warren W. Eginton, Senior U.S. District Judge, Bridgeport, 
CT 
Clifford L. Whitehill-Yarza, Senior Vice President, General Counsel & 
Secretary, Darden Restaurants, Inc., Orlando, FL 


U.S. Industry Responds to Government Commercialization (D/TC) 


U.S. Industry Responds to Government Commercialization 
Aviation/Space and Defense Division 


President’s Session (PR) 


No paper submitted 


The Evolution of State Quality Awards (SI) 


No paper submitted 


Total Quality in Creating and Growing a Business (SI) 


Total Quality in Creating and Growing a Business 
Norman E. Rickard, President, Xerox Business Services, Rochester, NY 
Key words: change, leadership, lifelong learning, planning 


Charts: Some Different Approaches (TL) 


Improving Learning and Performance in the Service Sector 
James A. Alloway Jr., President, E.M.S.Q. Associates, Jamesville, NY 
Key words: box-and-whisker plot, exploratory data analysis, 

standardized control chart 
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Process Health Care: Prevention and Therapy 

Zigmund Bluvband, President, and Pavel Grabov, Chief Specialist, 
Advanced Logistics Developments, Rishon Lezion, Israel 

Key words: integrated process control (IPC), statistical process control 
(SPC), statistical quality control (SQC) 


The Box-Jenkins Manual Adjustment Chart 
J. Stuart Hunter, Princeton, NJ 


Key words: autocorrelation, Box-Jenkins, EWMA, manual adjustment, 
variogram 


System Improvement of Employee Training and Learning (NW) 


Making the Transfer Process Work 

Paul L. Garavaglia, Principal, The ADDIE Group, Inc., Oxford, MI 

Key words: instructional design, organizational development, 
performance measures, training 


Establishing a Personal Development Center (PDC) to Enhance Quality 
Improvement Processes Within Your Organization 

Geeta Ingle, Training Center Coordinator, Regal Ware, Inc., Kewaskum, 
WI 

Sud Ingle, Associate Professor, Marian College, Fond du Lac, WI 

Carol Vetter, Union President, UPIU Local 7849, Regal Ware, Inc., 
Kewaskum, WI 

Key words: employee development, team and quality enhancement 
programs, training 


Overcoming Barriers to Change Initiative (IS) 


Overcoming Barriers to Change Initiative 

Gerry Murak, Principal, Murak & Associates, L.L.C., Williamsville, NY 

Key words: action planning, barriers to continuous improvement, culture 
change, networking, personal strategies 


Synchronous Flow Manufacturing: A Hands-On Experience (IS) 


Synchronous Flow Manufacturing: A Hands-On Experience 

Puneet Saxena, Lead Engineer-Manufacturing Analyst, Harris 
Corporation—Semiconductor Sector, Mountaintop, PA 

James A. Hinchman, Senior Production Planner, Harris Corporation— 
Semiconductor Sector, Melbourne, FL 
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M204 ISO 9000 as a Foundation for Total Quality Management (DS) 


Avoiding the Sand Traps of ISO 9000 190 
George Cohen, Consultant, George Cohen Associates, Natick, MA 
Key words: change of documentation, controlled documentation, cost 

efficient operations, red lining 


ISO Implementation—Key Success Factors 194 
Morgan Hall, Senior Consultant, University of Maryland Business 

School, College Park, MD 
Key words: consortium, deployment, implementation, ISO 9000, 

Maryland 


Using ISO 9000 as a Foundation for TQM 201 
Dr. Jack E. Small, IBM Corporation, New York, NY 
Key words: ISO 9000, Malcolm Baldrige National Quality Award, total 

quality management 


M205 _ Effective Change Management Techniques for Today’s Manager (LE) 


Transformational Performance Management@©: A Mandate for Survival 205 
Dr. Joan E. Cassidy, President, Integrated Leadership Concepts, Inc., 

Springfield, VA 
Key words: customer satisfaction, measurement, performance 

management, process capability, quality/productivity improvement 


Case Study in Management Work System Redesign via a Delayering Approach 214 
Marla E. Hacker, Virginia Polytechnic Institute and State University, 
Blacksburg, VA 


Key words: delayering, hierarchy, management, sociotechnical 


Creating Lasting Change 223 
John W. Moran, Affiliate Executive Consultant, and Amy Avergun, 
Director, Product Development, Zenger Miller, Newton, MA 


Key words: change, change management, change leader, culture, critical 
mass 


M206 _ Inspection Specialists Panel (D/TC) 


Implementing a Paperless Inspection System 231 
Jim Cooper, Northrop Grumman Corporation, Baltimore, MD 
Key words: documentation, elimination, manufacturing 


The Improvement Technology Model 236 
Bud Gookins, President, Elyria Plating Company, Elyria, OH 
Key words: continuous improvement, evaluation, identification, 

implementation, verification 
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Inspection and Testing of Software 
William H. Sherman, Principle Product Support Engineer, Hughes 
Training, Inc., Houston, TX 


Celebrate Community “School of the Future” (D/TC) 


Celebrate Community “School of the Future” 
Larry Rosen, Celebration Teaching Academy, Celebration, FL 


Selected Topics on Quality in Construction (D/TC) 


TQM Approach for Capital Projects 

Stuart D. Anderson, Associate Professor, Texas A&M University, 
College Station, TX 

E. Lynn Cook, Manager Deepwater Projects, Global Industries, Ltd., 
Houston, TX 


Health Care Quality: Which Measurement? (D/TC) 


Standardizing Quality Evaluation 

Paul M. Schyve, M.D., Senior Vice President, Joint Commission on 
Accreditation of Healthcare Organizations, Oakbrook Terrace, IL 

Key words: accreditation, Baldrige Award, health care quality, Joint 
Commission on Accreditation of Healthcare Organizations, 
performance improvement 


Utilizing HEDIS to Develop a Comprehensive Health Plan Performance Profile 
Randall K. Spoeri, Ph.D., Senior Director of Health Care Analysis, 
NYLCare Health Plans, Inc., New York, NY 


Powerful Presentations: Getting Your Audience as Involved as You Are (SI) 
Powerful Presentations: Getting Your Audience as Involved as You Are 
Art Ward Jr., Partner, Morris & Ward International, Inc., Maitland, FL 
Key words: audience, behavior, clear communications, closure, 
confidence, eye contact, gestures, listening, media mix, planning, 
poise, relating, semiotics, style 


CSQE Certification—What and Why (SI) 


No paper submitted 
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M212 Buildings Better Cross-Functional Teams: A World View (NW) 


Engagement of Medical and Nursing Professionals in Quality Improvement 

Sven B. Rydmarker, M.D., Ph.D., Elisabeth Andersson, Nurse, Christina 
Norstrém, M.D., Yvonne Ahlgren, Secretary, and Karin Brorsson, 
Nurse, ENT Dept., County Hospital, Engelholm, Sweden 

Key words: employee involvement, empowerment group, health care, 
improvement, quality 


Improving Hospital Flow with Cross-Functional Teams 

Honsung G. Yong, Principal Consultant, Performance Quality 
Associates, Singapore 

Key words: hospital teams, quality nutshell, self-directed improvement 
path, team member roles 


TUESDAY, MAY 6, 1997 


Advanced Statistical Techniques (TL) 


Alternative Prediction Intervals for Pareto Proportions 

Daniel R. Jeske, Distinguished Member of Technical Staff, and Norman 
A. Marlow, Member of Technical Staff, Lucent Technologies, 
Holmdel, NJ 

Key words: bootstrap technique, nonparametric prediction interval, 
Pareto proportions 


Running Experiments with Multiple Error Terms: How an Experiment Is Run Is Important 
James M. Lucas, J. M. Lucas and Associates, Wilmington, DE 
Malcolm C. Hazel, Drexel University, Philadelphia, PA 


Prioritizing Customer Requirements Using Goal Programming 

Larry E. Shirland and Richard R. Jesse, University of Vermont, 
Burlington, VT 

Key words: comparative judgment, constrained regression, quality 
function deployment 


Application of Cook’s Distance: Use of Cook’s Distance to Assess the Leveraging 
Effects of Large Unusual Observations on a Multilinear Regression Model 
Dr. William R. Wessels, Principal Systems Engineer, Northrop 
Grumman, Huntsville, AL 
Key words: Cook’s Distance, quality, regression analysis, residuals, 
Statistics 
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T101 Quality Vision and Transformation: Beyond Theory (VS) 


It’s Not the “Program,” It’s the Vision: Making Quality Improvement a Way of Life 

at Roberts Express 322 
Joel Childs, Vice President Marketing, Roberts Express, Inc., Akron, OH 
Key words: empowered work teams, management by objectives (MBO), 

performance measures, total quality management, vision 


The Screwed-Up Transformation: Preventative Hints for Leadership 329 
Leslie Paul Luke, Vice President, Erlanger Health System, Chattanooga, 
TN 


Key words: barriers, cost, empowerment, leadership 


TI102 Quality Thinking: A Feast for Your Mind! (IS) 


Quality Thinking: A Feast for Your Mind! 336 
3 Lynda Curtin, President, The Opportunity Thinker, Glendale, CA 
. Key words: creativity, innovation, process, team, thinking 


T1103 International Quality Improvement Recipe—Key Ingredients (IS) 


International Quality Improvement Recipe—Key Ingredients 339 
Hossein R. Nikoui, Director of Corporate Quality Assurance, Manchester 
Plastics, Troy, MI 
Hessamedin Bayan, Chairman of the Board, Iranian Industries Training 
and Research Center, Teheran, Iran 
James P. Zimmerman, Consultant, Kepner-Tregoe, Inc., Princeton, NJ 
Key words: improvement strategies, industrially developing countries, 
problem solving, teamwork, total quality management 


T104 There’s a First Time for Everything (DS) 


Redefining Good Enough for Government Work 344 
Sondra D. Gutkind, ISO Program Manager, and Leslie R. Spaulding, 

Managing Editor, Wavelengths, Naval Surface Warfare Center, 

Philadelphia, PA 
Key words: ISO 9000, quality management system 


An ISO 9001 and 14001 Integration: Lessons Learned 351 
Ronald D. Kurtzman and Clyde W. Brewer, Brewer and Associates, Inc., 
Grand Prairie, TX 
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Bottom-Up ISO 9002 at Honda’s Anna Engine Plant 

Brenda Ann Meyer, Lead Coordinator, Honda of America Mfg., Anna, 
OH 

Andrew T. Martin, Director of Quality and Technical Services, Golden 
Casting Corporation, Columbus, IN 47201 

Key words: ISO certification, quality assurance system 


Adapting ISO 9000 to Small, High-Tech Plants 

Victor Schonberger, Quality Manager, Electric Fuel, Ltd., Jerusalem, 
Israel 

Key words: quality, small solutions, system tailoring 


TQM Applied to Today’s Business Operations Challenges (LE) 


Quality Tools Find Application in Unlikely Place 

Heidi Crall, Director of Organizational Development, The Lakefront 
SRO Corporation, Chicago, IL 

Key words: nonprofit, teams, total quality management 


Total Quality: A Framework for New Management Practices 

Joseph Kelada, Full Professor, HEC Business School of the University of 
Montreal, Montreal, Quebec, Canada 

Key words: ACE, extraversive management, QVALITY, total quality 

management, total quality triad 


Competitiveness for the Future: Building Onto the TQM Foundation 

Monte Lee Matthews, Director, Engineering & Design Innovations, 
Tennessee Valley Authority, Chattanooga, TN 

Key words: activity based costing, Baldrige, business system, core 

competency development, total quality management (TQM) 


“Designing In” Quality Improvement: A Systematic Approach to Designing for 
“Six Sigma” 39] 
Jeff Turmel, QA Director, and Larry Gartz, QA Engineer, Eastman 
Kodak Company, Rochester NY 
Key words: defect prevention, process capability, quality in design, six 
sigma, SPC 


Reaching Toward Space: The Evolution of Auditing (D/TC) 


The EG&G Florida, Inc. Auditing Program at KSC 

Blaine D. Bryan, Lead Auditor, EG&G Florida, Inc., Kennedy Space 
Center, FL 

Key words: auditing automation, auditing enhancements 
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Evolution of Auditing 402 
Clark Creery, Auditor, McDonnell Douglas Space & Defense Systems, 
Kennedy Space Center, FL 


Reaching Toward Space: The Evolution of Auditing—Kennedy Space Center (KSC) 

Audit Program 405 
Robert M. Ellison, KSC Chief Auditor, NASA, Kennedy Space Center, 

FL 


Key words: compliance audit, continuous improvement, process audit 


Prioritizing and Scheduling Audits 408 
Len Hougland, Lead Auditor, United Space Alliance, Kennedy Space 
Center, FL 


T107 Expand Your Company Focus: Improve Customer Satisfaction (D/TC) 


Global Considerations in Supplier Management 410 
James L. Bossert, Vice President Quality, Nokia Mobile Phones, Fort 

Worth, TX 
Key words: auditing, data collection, supplier rating 


Role of Consultants in the Reengineered Company 414 
John O. Brown, General Manager—Quality, Tompkins Associates, Inc., 
Oak Brook, IL 


Key words: consultants, customer-supplier process, relationships 


Feedback to Improve Core Customer Relationships: A Framework to Implement 

Face-to-Face Surveys 419 
Jeff T. Israel, Principal, Satisfaction Strategies, Portland, OR 
Key words: customer satisfaction, customer-supplier partnerships, face- 

to-face surveys, performance measurement 


T108 Standards: Value-Add or Valueless (D/TC) 


Situational Styles for Software Success 427 
Mike MacFarlane, Vice President, Corporate Quality, Sybase, Inc., 
Emeryville, CA 


T109 Opportunities for You in the Standards Process (D/TC) 


Communicating Electronically 429 
Dennis R. Arter, E-Comm Committee Chair, Standards Group 

Leadership Council, Milwaukee WI 
Key words: Internet, listservers, standards 
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How to Get Involved in Standards 
Ian G. Durand, President, Service Process Consulting, Inc., Edison, NJ 
Key words: dependability, environmental management, quality 

management, standards, statistics 


Standards in the Courtroom 

Richard M. Jacobs, P.E., Consultant Services Institute, Inc., Mount 
Arlington, NJ 

Key words: defendants, experts, products liability, standards 


CE Marking and Technical Standards: The Integration of Product Safety and 
Process Quality 439 
James W. Kolka, Senior Consultant, Excel Partnership, Inc., Sandy 
Hook, CT and Marietta, GA 
Key words: conformity assessment, global impact, ISO 9000, product 
liability implications, technical file 


Transformations to Quality Organizations (TQO) (SI) 


No paper submitted 


President’s Session (PR) 


No paper submitted 


Service Profiles: System Mapping and Strategy Development (D/TC) 


Service Profiles: System Mapping and Strategy Development 

Howard R. Schussler, Public Sector Network Technical Committee 
Service Improvement Team, City of Eugene, Eugene, OR 

Key words: service profile, strategy, system map 


As the World Turns: A Discussion of Quality Trends Throughout the World (SI) 


No paper submitted 


Transformations to Quality Organizations (TQO) (SI) 


No paper submitted 


The Xerox Method for Advanced Problem Solving (SI) 


See TI303 
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Tools for Compliance and Improvement (TL) 


Apply Poka Yoke Devices Now to Eliminate Defects 


Dr. Pat Bayers, Quality Leader, Learning & Performance Center, Lucent 
Technologies, Holmdel, NJ 


Key words: cost reduction, errors, mistake proofing 


Flowcharts with Procedures for ISO 9000 


Al Huff, ISO 9000 Coordinator, TALLA-COM Industries, Tallahassee, 
FL 


Key words: compliance, graphics 


A QS-9000 Corrective and Preventive Action System 

Sandra T. Ingram, Senior Manufacturing Engineer, Cherry Electrical 
Products—Automotive Division, Waukegan, IL 

Key words: corrective action, preventive action, QS-9000, quality tools 


Customer Satisfaction Analysis (NW) 


Gaining Customer Trust Sans Government Standards 

Jon A. Cohen, Director Quality Assurance, Larry T. Beck, Quality 
Assurance Staff Specialist, and Robert L. Getty, Ergonomics 
Engineering Specialist Senior, Lockheed Martin Tactical Aircraft 
Systems, Fort Worth, TX 

Key words: advancing quality system, customer, process 


Operationalizing Customer Satisfaction Dimensions 

Camille F. DeYong, Assistant Professor, and Kenneth E. Case, Regents 
Professor, Oklahoma State University, Stillwater, OK 

Key words: customer expectations, quality, service quality 


Voice of Customer Analysis: A Modern System of Front-End QFD Tools, with 
Case Studies 


Glenn H. Mazur, Executive Director, QFD Institute and Adjunct 


Lecturer of TQM, University of Michigan College of Engineering, 
Ann Arbor, MI 


Key words: gemba, Kano, QFD, quality function deployment, voice of 
customer 


Pump Up the “C”: End Your Creativity Blues (IS) 


see MI102 
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Deliverance from Documentation Desperation 


Deliverance from Documentation Desperation 

Gerard W. Paradis, Director of ISO 9000 Services, Information 
Mapping, Inc., Waltham, MA 

James R. DiNitto, President, International Quality Systems, Waltham, 
MA 

Key words: accessible detail, chunking, consistency, hierarchy, 
information block, information map, integrated graphics, labeling, 
relevance 


QS-9000 Registration-Successful Implementation Experiences (DS) 


Help, I Need to Be QS-9000 Registered: The BASF NPU Implementation 

Anthony C. Fletcher, Director Field Operations, Eagle Group USA, Inc., 
Southfield, MI 

Michael P. Labadie, Manager, Quality and Customer Service, BASF 
Corporation, Wyandotte, MI 

Key words: management representative (MR), QS-9000, quality system 
manual (QSM), quality system procedure (QSP) 


No paper submitted 
Roger Howe, DNV Certification—U:S. 


Quality System Improvement Through QS-9000 Registration 

Lee Johnson, Manager of Quality Assurance, The Deco Group, Royal 
Oak, MI 

Key words: gap analysis, ISO 9000, steering committee, strategic plan 


Improving the Educational Process Using Quality Management Principles (LE) 


The Quality Employability Portfolio: An Assessment Tool for School-to-Work Initiatives 
Linda A. Borsum, M.A., President, Quality Learning Systems 

International, Battle Creek, MI 
Key words: employability, mentoring, portfolio, quality theory, school- 

to-work 


Putting Kids First with ISO 9000 

Robert D. Bowen, President, r. bowen international, inc., York, PA 

Dr. William Kiefer, Coordinator of Planning & Quality Systems, School 
District of Lancaster, Lancaster, PA 


Reinventing the Schoolhouse: Quality Educational Systems 

Diane Rivers, Ed.D., President, Educational Concepts, Okemos, MI 

Key words: alignment, continuous improvement of processes, 
educational audits, quality education, standards 
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Quality Costs—New Approaches and Future Directions 


Using Cost of Quality in a University Environment: A Case Study 

G. Dennis Beecroft, Managing Director, Institute for Improvement in 
Quality and Productivity, University of Waterloo, Waterloo, ON, 
Canada 

Robert H. Moore, Manager of Financial Systems, University of Western 
Ontario, London, ON, Canada 

Key words: cost of quality, improvement, measurement tool 


QS-9000 and Cost of Quality: Techniques for Success 

Jim Robison, Vice Chairman, ASQC Quality Cost Committee, 
QMX/The Harrington Group, Inc., Ormond Beach, FL 

Key words: cost of quality, ISO 9000, measurement, QS-9000, quality 
cost implementation 


Quality Improvement via Quality Costs 

Dee M. Xenakis, Manager Quality Assurance, and David S. Dunn, 
Director Quality Assurance, Allegheny Ludlum, Pittsburgh, PA 

Key words: continuous improvement, quality management, quality 
system 


Global Quality Perception 


Organizational Change Management: The Leading Factor in Quality 
H. James Harrington, Principal, Ernst & Young LLP, San Jose, CA 
Key words: change management, improvement process 


CQI: The Indian Experience 

Suresh Lulla, Managing Director, Qimpro Consultants Private Ltd., 
Mumbai, India 

Key words: council, improvement, India, Juran, teams 


Competing with Quality in Global Arena: A Canadian Perspective 

Dr. Madhav N. Sinha, Technical Development Officer, Manitoba 
Labour, Winnipeg, MB, Canada 

Patricia Betzold, Executive Director, Manitoba Quality Network, 
Winnipeg, MB, Canada 

Key words: Canadian Standards Association, international 
competitiveness, ISO 9000, total quality management 
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T208 Data Transfer and Quality Education via the Internet 


A Masters Degree in Quality Assurance via the Internet 583 
Scott Mackay, Director, Center for Training and Development, and 

William H. Trappen P.E., Professor, California State University- 

Dominguez Hills, Carson, CA 
Key words: cyber, Internet, Master of Science in Quality Assurance, web 


Using the Internet for Electronics Professionals 585 
Woody Rabon, Director Belvoir Division PIPE, US Army CECOM, 
Stafford, VA 


Key words: Electronics Division, Internet, newsgroups, World Wide 
Web (WWW) 
Exchanging Quality Information with Customers and Suppliers via the Internet 587 


David J. Teumim, Supplier Quality Engineer, Lucent Technologies, 
Allentown, PA 


Key words: Internet, supplier quality 
T209 Quality Is Personal (D/TC) 
Personal Quality 589 


Bernard Sergesketter, Retired Vice President—Central Region, AT&T, 
Winnetka, IL 


Key words: checklist, Covey, foundation, Franklin, personal 


T210 Transformations to Quality Organizations (TQO) Research Findings 


No paper submitted 


T211 Help! How Do I Prepare for the Certified Quality Manager Exam? (SI) 


No paper submitted 


T212 Powerful Tools to Improve the Cost of Quality 


You’ve Come a Long Way Baby: Determining Clinical and Nonclinical Costs of Labor and 
Delivery 592 
M. Jafar Asadi and William A. Baltz 


Quality Tools and Financial Measures 602 
Michael Woods, CPA, Kernersville, NC 
Key words: accounting, finance, measurement, tools 
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T213 Development of Quality Course Curriculum: Research and Applications (LE) 


Using TQM in Teaching and Student Learning 614 
Dr. Diane Schaub, Industrial and Systems Engineering, University of 

Florida, Gainesville, FL 
Key words: classroom techniques, feedback methods, total quality 

management 


B.S. Degree Core Knowledge in Quality: Report of Funded Research 

Focused in Applied Quality Sciences 619 
Dr. John Sinn, Professor and Executive Director, Center for Quality, 

Measurement and Automation, Bowling Green State University, 

Bowling Green, OH 


T214 Transformations to Quality Organizations 


No paper submitted 


T300 Information, Evaluations, and Action (TL) 


Supplier Evaluation—Making It Work 632 
Ricardo Fierro, Gerencia de Suministros, Perez Compac S.A., Buenos 

Aires, Argentina 
Key words: supplier evaluation program 


Mending Broken Audits 641 
David Kildahl 


T301 Empowerment, Self-Directed Teams, and People Skills (NW) 


Improving People Skills—Key to Quality 649 
William A. Brown, President, William A. Brown & Associates, Mount 

Dora, FL 
Key words: coaching, leadership, Rate-The-Boss 


Building Quality into On-the Job Performance 656 
Laura Gregg, Wizard Textware, Bellevue, WA 
Jerry Dotson, Director Technical Education, AT&T Wireless Services, 
Inc., Redmond, WA 
. Key words: certifcation, DACUM, performance technology, 
3 telecommunications, training 
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Making Sure “Empowered” Really Is: Creating and Implementing the Service Teams 
Empowerment Program at Roberts Express 665 
Jack Pickard, Vice President Service, Roberts Express, Inc., Akron, OH 
Key words: competencies, empowerment, Roberts Express, self-directed 
teams, work teams 


TI302 Quality Thinking: A Feast for Your Mind (IS) 


see TI102 


TI303 The Xerox Method for Advanced Problem Solving (IS) 


Advanced Problem Solving at Xerox 674 
John Hansen, Manager, Training and Software Services, Xerox Quality 

Services, Rochester, NY 
Key words: cross-functional teams, fact-based analysis, problem 

resolution, root cause, total quality management 


T304 So You’re ISO 9000 Certified. Now What? 


Fine-Tuning Your Quality System After Registration 680 
Brandon Kerkstra, Certified Assessor/Account Manager, Entela, Inc., 

Grand Rapids, MI 
Key words: benchmarking, continuous improvement, iniernal auditing, 

quality system registration, training 


ISO 9000—Life Beyond Registration 686 
Peter Merrill, President, Strider International, Toronto, ON, Canada 
Beyond the Audit Paradigm: Business Process Assessments 693 
Victoria D. Werman, Principal Technical Specialist, McDonnell 
Douglas, Mesa, AZ 


Key words: critical path, enterprise, improvement, self governance 


T305 Koalaty Kid Shines in a Florida School District (SI) 


No papers submitted | 


T306 Design Controls per the New GMPs (D/TC) 


Implementing Design Controls: A Business Perspective 700 
Jose A. Campo, Director QM/RA, Coulter Corporation, Miami, FL 
Rocky Ganske, Vice President Operations, Third Wave Technologies, 

Inc., Madison, WI 
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Quality Around the World (SI) 


A Successful Application of TQM in CPC Argentina 

Oscar Imbellone, President, and Ana Maria Lopez, TQM Manager, 
Reginerias de Maiz, Buenos Aires, Argentina 

Key words: balanced scorecard, customer survey, supplier evaluation, 
total quality management 


Total Quality Culture—Japanese and British Way 

Gopal K. Kanji, Head of Centre for Quality and Innovation, Sheffield 
Hallam University, Sheffield, England 

Hiroshi Yui, Professor of Production Management, Ryukoku University, 
Kyoto, Japan 

Key words: organisational culture, pyramid principle, quality culture 


National Quality Award: The Mauritian Experience 

Danielle Wong, Director, Mauritius Export Processing Zones 
Association, Port Louis, Mauritius 

Key words: awards, EPZ companies, public sector, quality management 
strategies 


The Power of Statistical Thinking (D/TC) 


Measurement as a Process: General Issues with Examples from the 
Pharmaceutical Industry 
Wes Anderson, Eli Lilly and Company 


Improving a Manufacturing Process: A Strategy Involving Statistically 
Designed Experimentation 
Marjorie Green and Tony Cooper 


Measurements of Business Effectiveness and Performance (D/TC) 


The Most Important Things Are Unmeasurable! Nonfinancial Measurement 
of Company Health 

John H. Barr, Senior Managing Partner, Xerox Quality Services, 
Rochester, NY 

Key words: Employee Motivation and Satisfaction (EM&S), Malcolm 
Baldrige National Quality Award, Managing for Results (MFR), 
Xerox Management Model© 
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The Group Development Questionnaire: A Scientific Method Improving 
Work Team Effectiveness 737 
Georges Buzaglo, Ph.D., President, Management Strategies 
International, Inc., Philadelphia, PA 
Susan A. Wheelan, Ph.D., Temple University, Philadelphia, PA 
Key words: team assessment, team building, team effectiveness, team 
research 


Transformations to Quality Organizations (SI) 


No paper submitted 


ASQC Research Fellowship Grant Program (SI) 


No paper submitted 


The Power of Teams in Education and the Newsroom 


Teams and Conferences: Redesigning a Newspaper 

Dennis Hartig, Managing Editor, Virginian-Pilot, Norfolk, VA 

Helene F. Uhlfelder, Ph.D., Director, R&D, Miller Howard Consulting 
Group, Atlanta, GA 

Key words: continuous improvement, search conferences, team 

management 


Quality Teams in Education—Fact or Fiction? A Leadership Challenge 
Mary Ann Smialek, Lead Consultant, Quest Associates, Wexford, PA 
Key words: educational change facilitation, necessary elements for 
teams, power of teams, team-building, team empowerment, Team 
Empowerment Model for Education K-12 


Deming Study Group (SI) 


No paper submitted 


Transformations to Quality Organizations (SI) 


No paper submitted 


How to Create High-Performance Work Teams (for the Quality Process) 


No paper submitted 
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W100 Process Capability—Beyond the Conventional 


A Strategy for Mastering Variation 

Mats Deleryd, Lulea University, Division of Quality Technology and 
Statistics, Lulea, Sweden 

Key words: improvement methods, process capability indices, process 
capability studies, variation 


Virtual Process Capability 

Neal A. Mackertich, Senior Quality Engineer, Raytheon Electronic 
Systems, Sudbury, MA 

Vic Stephens, Statistical Quality Engineering Manager, Raytheon 
Aircraft, Wichita, KS 

Key words: design of experiments, dimensional management, Monte 
Carlo simulation, process capability 


Cytog: A Capability Index for Non-Normal Processes 

Edwin E. O’Neil Jr., Caterpillar Inc., Mossville, IL 

K. S. Krishnamoorthi, Bradley University, Peoria, IL 

Key words: capability index, C,,,,, lognormal model, non-normal 
populations, unilateral tolerance 


Delight the Public Through Quality-Oriented City Government (NW) 


Public Sector Quality Comes of Age: Tacoma’s Story 
Genelle Birk and Ray E. Corpuz Jr., City of Tacoma, Tacoma, WA 


Transforming Local Government with Quality Principles 

William S. Chiat, Consultant/Training and Transformation Coach, City 
of Oxnard, Oxnard, CA 

Key words: business practices, change, leadership, organization 
development, teamwork 


Transforming to Quality Organizations: The City of Madison Experience 
Francois Sainfort, Associate Professor, University of Wisconsin- 
Madison, Madison, WI 


WI102 Overcoming Barriers to Change Initiative (IS) 


See MI202 
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WI103 How to Create High-Performance Work Teams (for the Quality Process) 


See TI315 


International Perspective on Quality Management in the Next Century (SI) 


No paper submitted 


Future Strategies for Health Care (SI) 


No paper submitted 


Quality Management in the Chemical and Process Industries (D/TC) 


QS-9000 Impact on Chemical and Polymers Industries 
James S. Bigelow and William E. Cox, TQM Consulting, Houston, TX 
Key words: automotive industry, ISO 9000, process industries, quality 
management, quality systems 


A Consistent Approach to Inter-Laboratory Precision 

Russell C. Dillow, Quality Assurance Specialist, Chevron Chemical 
Company, Orange, TX 

Bradford S. Brown, Consultant—Quality & Statistics, Houston, TX 

Key words: bias, circle, control chart, inter-laboratory testing, 

measurement process precision 


Achieving a Successful Long-Term Focus on Quality (D/TC) 


Managing Statistical Engineering 

Peter D. Shainin, Richard D. Shainin, and M. Timothy Nelson, Shainin 
Consultants, Inc., Carson City, NV 

Key words: problem solving, training cycles, Pareto principle 


Managing TQM in the Dysfunctional Organization 

Roland D. Whitsell, Associate Professor/Business, Volunteer State 
Community College, Gallatin, TN 

Key words: conflict, continuous organizational improvement, manager 
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W108 Flynt Fabrics—A Journey to Excellence (D/TC) 


Flynt Fabrics, Inc.,: A Journey to Excellence 844 
Ajay Bhardwaj, Vice President, Corporate Planning and Operations, 

Leonard Brown, Traffic and Warehouse Manager and FQI 

Coordinator, and Mary Copeland, Director of Quality Improvement 

and Human Resources, Flynt Fabrics, Inc., Graham, NC 


W109 Changes in the World of Reliability Provide a Superior Focus on Reliability 
Issues During Product and Process Design (D/TC) 


Prediction of Reliability and Spare Parts of Machinery 847 
Lev M. Klyatis, Board of Directors, International Association of Arts & 

Sciences, inc., New York, NY 
Key words: accelerated, accuracy, distribution, failures, testing 


Reliability Distributions, Warranties, and Cost 854 
Daniel J. O’ Leary, Product Quality Manager, MR Division, Picker 

International, Inc., Cleveland, OH 
Key words: exponential distribution, warranty cost, warranty taxonomy, 

Weibull distribution 


Design for Reliability: Megatrends to Look Out For 861 
Gary S. Wasserman, Ph.D., Dept. Industrial & Mfg. Eng., Wayne State 

University, Detroit, MI 
Key words: design for reliability, FMEA, QFD, robust disign 


W110 Product Safety Methodologies (LE) 


Ergonomic Quality: Using Biomechanics Technology to Create a Strategic Advantage 
in Product Design 869 


s Clifford M. Gross, Ph.D., Research Professor and Director, University of 

: South Florida, Tampa, FL 

Key words: biomechanics, design, ergonomics, product development, 
user comfort 


Smart Knowledge Base for Safety Quality Control 880 
Brent E. Wholeben, Ph.D., Northern Illinois University, DeKalb, IL 
George M. Hiles, President, and Kenneth B. Gentis, Illinois Safety 
Council, Chicago, IL 
Key words: accident, curriculum, education, investigation, OSHA 
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W111 Does Your Company Measure Up? (DS) 


Process Maturity Classes 

Donald M. McNamara, Corporate Program Manager, General Electric, 
Fairfield, CT 

Key words: information systems, process customization, projects, 

reengineering, stability 


CMM: A Road Map to Software Quality 
Sowmyan Raman, The Boeing Co., Seattle, WA 

Key words: CMM, Capability Maturity Model, process improvement, 
software processes, software quality 


Use of Robust Methods for Successful New Product Design (DS) 


Assessing Design Quality During Product Development 

William A. Berezowitz, Manager, Quality and Process, GE Medical 
Systems, Milwaukee WI 

Tsong-how Chang, Associate Professor, University of Wisconsin- 
Milwaukee, Milwaukee, WI 

Key words: Bayesian statistics, process potential, tolerance intervals, 

upstream quality improvement 


Perspectives on Robust Design: Globalization and the Future 

Barbara Price, Associate Dean for Academic Affairs, Kelly Price, 
Associate Professor, and Gary Wasserman, Associate Professor, 
Wayne State University, Detroit, MI 

James D. Portwood, Professor and Director, Center for European 
Studies, Temple University, Philadelphia, PA 

Key words: flexibility, robust design, robustness, strategy 


RAB Activities—How Quality Professionals Can Benefit 


No paper submitted 


Fresh Team Building and Performance Management Ideas (NW) 


The Concordance Approach to Team-Building: Achieving Agreement on 
Values and Objectives in a Competitive Business World 930 
Rebecca L. Schiff, Ph.D., Principal, Corporate Concordance, Ann Arbor, 
MI 
Key words: company style, concordance, decision-making process, 
objective, recruitment method, strategic planning, team-building, 
values 
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Human Performance Management: The People Side of Quality 

Marcey Uday, Executive Vice President, and Tom Giberson, Consultant, 
Prism Performance Systems, Farmington Hills, MI 

Key words: appraisal, compensation, core competencies, evaluation, 
selection 

Becoming a Business-Focused Team Organization 

Anna VerSteeg, Competitive Solutions Inc. Raleigh, NC 

Creative Thinking for Better Process and Service Designs (IS) 

Creativity in Process Redesign and Reengineering: An Interactive Tutorial 

Paul Plsek, Paul E. Plsek & Associates, Inc., Roswell, GA 

Key words: creativity, design, innovation, reegineering, total quality 
management 


Synchronous Flow Manufacturing: A Hands-On Experience (IS) 


see MI203 


International Perspective on Quality Management in the Next Century (SI) 


No paper submitted 


ASQC and IHI: Collaborating for Community-Based Quality (SI) 


No paper submitted 


President’s Session 


No paper submitted 


QS-9000 Status, Improvements, and Perspectives (D/TC) 


QS-9000: Auditing to a Strategic Intent 
H. J. Bajaria, President, Multiface, Inc., Garden City, MI 
Key words: ISO 9000, QS-9000, quality audits 
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1997 AIAG and ASQC Automotive Division Quality Survey 

Ally H. Hamood, Manager Quality Systems, General Motors 
Corporation, Warren, MI 

David A. Lalain, Quality Systems Manager, PPG Industries, Cleveland, 
OH 

Key words: auto industry, Big Three, customer survey, ISO/QS-9000, 
supplier quality systems 


Chrysler, Ford, General Motors QS-9000 Update 

R. Dan Reid, Manager, Supplier Quality Development, General Motors 
Corporation, Pontiac, MI 

Key words: automotive, international, QS-9000, registration 


Community Quality Councils: Improving Communities’ Quality of Life (D/TC) 


Measuring Community Quality of Life: The Ann Arbor Quality Indicators Project 
Jeff Jackson, Quality Indicators Project Steering Committee, Ann Arbor, 
MI 


Key words: community, community quality improvement, indicators, 
quality of life 


Customer-Driven Services Using QFD (D/TC) 


No paper submitted 


Quality Trends (VS) 


Quality: The Next Fifty Years 
Dr. John R. Dew, Manager, Mission Success, Lockheed Martin Utility 
Services, Paducah, KY 


Key words: academic, education, future, globalization, profession 


Customer-Supplier: Equal Relationship 
Philip R. Heinle, Owner, Quality Consulting, Okauchee, WI 
Key words: customer, partnership, relationship, supplier 


Efficient and Effective Testing and Measurement Tools (TL) 


Planning Efficient Software Tests 

Madhav S. Phadke, President, Phadke Associates, Inc. Colts Neck, NJ 

Key words: design of experiments, orthogonal arrays, robust design, 
robust testing, software quality, software reliability, software testing, 
taguchi methods, test planning 
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An Effective Development Quality Measurement 

T. Earl Poulson, Customer Support Director, and David P. Surin, 
Member of the Technical Staff, Bell Labs-Lucent Technologies, Inc., 
Naperville, IL 

Key words: Single Best Quality Indicators (SBQI), Weighted Problem 
Level Index (WPLI) 


Problems Solved—Different Folks, Different Approaches (TL) 


Growtth®: A Model for Affecting Continuous Improvement 

Joel V. Liberto, Quality Manager, and Jo Ann A. Sharp, Senior Process 
Engineer, Freudenberg-NOK General Partnership, Manchester, NH 

Key words: continuous improvement, kaizen, one-piece flow, Toyota 
Production System (TPS) 


Storyboards 


Implementation of TQM Programs in Small Business Organizations 

Sohail Anwar, Assistant Professor, Penn State Altoona, Altoona, PA 

Key words: small business organizations, TQM key components, TQM 
programs 


Defining Quality—The Consumer Quality Threshold 
Lorraine Curtis, RJ Reynolds, Winston-Salem, NC 


The Status of Quality Management in the Airline Industry 
Karl Koller, Managing Director, Koller & Partner, Mutschellen, 
Switzerland 


I Fear Gifts Bearing Greeks 
Hugh R. McAllister, Manager of Quality Systems and Training, Post, 
Buckley, Schuh, & Jernigan, Inc., Winter Park, FL 


Forensic Data Quality Improvement Techniques 

Kurt E. Murine, Senior Deputy Coroner, Orange County Sheriff-Coroner 
Division, Santa Ana, CA 

Gerald E. Murine, President, METRIQS International, San Juan 
Capistrano, CA 

Key words: build, forensics, measurement, metric, quality attribute 
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